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Situation

International Community Health Services (ICHS) provides

culturally and linguistically appropriate health services
to improve the wellness of King County’s diverse people and
communities.

It currently runs in 4 major clinics in the Greater Seattle Area and
serves mostly new immigrants and English-as-Second-
Language (ESL) patients.



Situation

Medical, Shoreline clinic

Currently, their main website ICHS.com suffers

from low utilization and high bounce rates.
Stakeholders wish to improve the website to attract
new patients, retain existing patients, inspire job
seekers and supporters and improve on overall
usability.




Objectives

Business
Objectives

Web Design
Objectives

To continue to attract and retain patients, donors and staff
To sustain partnership with community partners, advocacy group and lawmakers
To advocate ICHS as a proud community service provider for immigrants and minorities

Increase US€r browsing count in a month by 20% after launch
Decrease US€r bounce rate by 20% after launch



Actions - Research Findings

from current website
telemetry, user survey,
interview & usability tests

1

ICHS is Community
valuable to ~ involvement
users

because...

2

Multilingual
services

3

Help with medical
system, such as
insurance



Actions - Research Findings

from survey, interview &
usability testing

5 Pain-points

In current website



Actions - Research Findings
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1 Confusing Information Architecture

Difficult to navigate, reduntant information confuses users
Inconsistent levels of hierarchy

> Simplify labelling and categorization
> Prioritize actionable items according to primary user group

FOR PATIENTS [HOI

IS8 JOBS/RESIDENCIES/VOLUNTEER

m English 7

Medical Care
Dental Care

Eye Care
Behavioral Health

Healthy Aging and Wellness
Program

Pharmacy

Chinese Traditional Medicine
Suboxone Treatment
Nutrition Services and WIC
Health Advocacy Program

Patient Information

ARNP/Family Nurse Practitioner
Residency Program

L ONLINE CAREERS

Family Medicine Residency
Residency Pl &0

Primary Care Dental Residency
Program

Get Involved

es symptoms, ¢ ‘ructions before coming into our clinics.

Become a Volunteer MD

ality heaith care ror the whole family

CHS) provides culturally and linguistically appropriate health
unty’s diverse people and communities.




Actions - Research Findings

International
Community
oA samvices

& ICHS

€ WA STATE MEASLES OUTBREAK: if you ase concermed sbout measies symptoms, plesse G #1206 788-3700 for furthe Instructions before coming

Come to ICHS for high quality health care for the whole family

International Community Health Services (ICHS) provides culturally and linguistically appropriate health services to improve the welln
communities.

King County’s divel

ICHS helping lead statewide efforts to
kids against disease
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“lam so grateful the staff at ICHS can speak Mandarin or Cantonese
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Qlick the ink beiow to resd Shu Ping Sua's story
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Usability Issues
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. Action items too small

& marginalized

Large, visible action items
centrally located

Locate key action items within
screen boundary

. Confusing unclickable items

Enlarge clickable area
Improve feedback visibility

. Broken links,

e.g. staff login leads to gmail

Fix links



Actions - Research Findings

International MYICHS PATIENT PORTAL | [ PAY YOUR BILL ONLINE ][ CAREERS
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g2 ICHS

Community
oA sawvices

Come to ICHS for high quality health care for the whole family

International Community Health Services (ICHS) provides culturally and linguistically appropriate health services to improve the wellness of King County’s diverse people and
communities.

ICHS helping lead statewide efforts to protect
kids against disease
o s
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“1am so grateful the staff at ICHS can speak Mandarin or Cantonese.”

11010 gl the ol 8 CHS can sk M Crrkonase R b i .| ot sk gl S prodes 0g. 10
CTscans, and ips o Allat one place.”
Click the ok below 10 read Shu Ping Sue' story.

N

720 8th Ave 5, Ste 200 International District
Seattio WA 98104-3034 Bellevue

TEL 2067883650 Holly Park

TIY 2067883774 Shoreline

MAILING ADDRESS

0 8w 3007

Seatte, WA 98114-3007

Lack of Standards &
Consistency in Ul

a. Within page, misprioritized content,
major action items require scrolling
to get to

> Evaluate how homepage
represents organization,
appropriate content proportions

b. Color contrast difficult to see,
e.g. user cannot find “menu” on
mobile view

> Improve color contrast &
consistency, particularly for
action items

u G Select Language ¥

& ICHS

International
Community
HEALTH Sll'l(li




Actions - Research Findings

International -
o ICHS s
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Patient Stories

T2m so grateful the staff at ICHS can speak Mandarin or Cantonese,.

P i iy 101 b Al Tode
L)) International
E‘hd Community
HEALTH SERVICES

11:00 am 1O Communty Kichen &
23 | wtermational Ontrict Communty Center

10:00 am Outreach and Edhucasion @ Outude of
24 | oy Haltar Crosswoads Mat
Fri

/—

[CIXA 5:30 am Outreach & Education # 0K
28

Tue | 10:00 am Outreach and (ducation @ Ovtsice of
ity Hall at Crossacads Mal
10:00 am Outreach and fducazon @ Abiee
29 | fesch Thett Stove
Wed

“My relatives introduced me to ICHS and | come here because they
provide quality care and the stoff understand my language and culture.”

My name is Shu Ping Sun and 1am 60 years old. | immigrated to the United States seven years ago from
Guangdong province in China. After | moved here I got a divorce and lived alone until two months ago,
when my son finally arrived in Seattle. Since he was over 18 years old, he was not eligible for a green card
and had to stay by himself in China until | could apply for him.

“feellike 'm with family”

Posted on A 25,2018 by Angel Tods

Lack of Standards &
Consistency in Ul (cont'd)

c. Irrelevant content confuses users,
e.g. event calendar on every page

> Remove noise

d. Content strategy lacks consistency

- Inconsistent layout

- Inconsistent font & text size

- Inconsistent image treatment,
e.g. doctors’ profile

> Apply structure to organize content
> Set standards




Actions - Research Findings

International
Community

% [CHS

ALAN CHUN
Physican

AMY MAY YAM

YUEZHEN UEAN) SONG
Advarced Sephtered Nurse Pt ooner

Auce TN
Phpscian

ANN HONG TA
Advarc et Regystered Nune Practones

ﬁ

AUYA S, HAQ
Licersed Dieceian

4

Inaccurate & Inadequate
Information

a. Inaccurate information,
e.g. inaccurate filtered results

> Technical issues, out of our scope

b. Missing critical information,
e.g. doctor’s availability/
accept new patient

>Provide critical information

LocATION:
Wtemational Ostict
LANGUAGE:

Ingish

YEAR JOINED 1CHSt

e

MIDICAL DEGREL
Medcal Dscter

£DUCATION:
Universiy of Hams School of Medicine

LN v wesiomen:
Kbty of el iy P

WY | WORK AT ICHS:

Cantorse.

PATIENT CARE PHILOSOPHY:

appecpristefor that Darsons a9 and heath condiion.



Actions - Research Findings

Jobs atICHS
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Mismatch between
Users’ Expectation &
Current Website Offerings

a. Patients wish to make appointments

b. Job-seekers wish to view
available jobs openings before
going into third party to apply

> Explore possibilities for additional
functions



Actions - Personas

(13
| want to find doctors . I want to help
who understand ‘
' my language and
culture 99

“more minority

Personas

o«
| want to
\ . support ICHS 44
(=
Primary: Patient Secondary: Job-seeker Tertiary: Supporter
(donor/ volunteer/ partner/ lawmaker)
e Check medical record e See latest job postings e Understand ICHS mission &
e Find location e Understand benefits & values
e Find doctor & make appointments compensation e Find out ongoing financial &

volunteer needs, e.g. through
event calendar



Actions - Design Principles

Design 1 | 2| e & off
. . ~ Inclusive ~ Flexible & efficient
Principles
e  Multilingual e  Multi-navigation & reduced clicks
e Big text, plain language e Better structured information

architecture (I1A)
e largeand visible action items

3 4
Community centered Consistency

e Imagesshowgroupsofpeople - e  Fewer font types & sizes
instead of individuals :



Find a Doctor ——————————— Make an Appointment

Actions - IA

Health Services

View Medical Record

Billing & Insurance

Information
Architecture

. Patient Information
For Patients

NN

Community Outreach

Events Calendar

Class and Events

/N

Featured Stories

Donate
Ways to Volunteer

Patient Stories

Support us

Lunar New Year 5K

70

Bloom Gala

Career

Join us

A

Residency Program

News

Locations and Contact
About us
Annual report

A

More about ICHS



Actions - IA

Find a Doctor For Patients v News & Events v Support Us v About Us v Iwant to v
Services Events Calendar Donate ICHS History Find a Doctor
: Appointments Featured Stories Ways to Volunteer ICHS Leadership LG
IA : Appointments
Ite rat i 0 n S Insurance Help In the News Residency Program  Annual Report Findllocations
: Pay Your Bill Career Locations & Contact Pay my Bill
Patient FAQ Frequent Questions

Find a Doctor For Patients v News & Events v Support Us v About Us v Iwant to v
Services Events Overview Donate ICHS History Find a Doctor
Appointments Events Calendar Ways to Volunteer ICHS Leadership Make Appointments

Insurance Help

Pay Your Bill

Featured Stories

In the News

Residency Program

Career

Annual Report

Find Locations

Locations & Contact Pay my Bill

Patient FAQ Frequent Questions View Medical Record

Find a Doctor For Patients w Classes & Events v Support Us wv JoinUs w About Us v m

For patients Class & events Support us Join Us About us i WANT TO

Health Services Events Calendar Donate Career News Find a Doctor

View Medical Record Featured Stories Ways to Volunteer Residency Program Annual Report Find Locations

Billing & Insurance Patient Stories Locations & Contact Pay My Bill

More About ICHS

View Medical Record

Patient Information Lunar New Year 5K

Community Outreach Bloom Gala Join an Event




Actions - Ideation

Ideation
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Fowp & Do LocATiow 4 SERVICE | EveaT: | wEw

TCHS BIG PIc[usE
VALVE S ABou] REPRESENTING
TEARN MORE )

Find R MAKE AN
DocToR APPoINTHENT

S I MAGE
o o0 000
LocaTions | CoMmont QUESTIaNS
' Mar

?
(% |
Fao00g0

| CAREER | DomaTE [my 1
L 1

Icy

Finp A
LocATioN
A e B
I capTion
)
7
(Fawp ouf MoRE)
J

| UpcorunG EVENTS

| mnt .

| @
‘[_“l_l

MoRE EVEATS)

LANGUAGE
AesisTancE

SoCIAL MEPA Link

T

LANGuAGE
AssuTANCE

VALWE
PRoposiTioN

AcTion 1TEM
For. PATiEn]

NEws 4 Pﬂlln"
SToRIES

Quiek ' LINKs

SEAR<Y
RierIn

SEConDARY PACE —— FieND A DoeToR

NER] A ABLE - et

Canv

Clck

MAp TardE|
To

FiLTER BY

J LocalioN

—

[ SEE
pocTor’s
BackiRovND

\ CAN Baok

APPornTm] DIRELY

N

SERRCH
REsueTs

\'2




Actions - Ideation

Ideation
Scenario | ; .
Desi gn atient

Find a doctor

|

Make an
appointment with
a found doctor

|

Modify an
appointment

2
Job Seekers

Search for job

Apply

3
Supporters

Find operation and
financial info
about ICHS

l

Donate

4
Commons

Find event of
interest

|

Register for
upcoming event



Find a doctor -1 Find a doctor -2 Make an appointment
. . #ICHS B - SICHS =S -4 SICHS = '
Actions - Lo-fi Prototype o —__ e

domoemn ks dean

Lo-fi
Prototype

=_._...

We designed eight primary
scenarios based on three

personas. P e e TR
e | S—

We created low-fi prototypes S - -

based on the eight primary

scenarios. o

eom

Make an appointment Make an appointment Make an appointment Donate Ewvent Detail

#ICHS/I. =z #ICHS =l HICHS - = FICHS: B =t FICHS =

BT — - | S —— ] . Sa— O —————— Y
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Actions - Usability Test

Stakeholder Interview
& Usability Testing

Using our low-fi prototype, we conducted
usability study with patients and employees at
ICHS. We also did a walk-through and interview
with stakeholders at ICHS. This process helped
us gain valuable feedback for iteration.

International
Community
HEA




Actions - Usability Test

Usability Findings
Actionable
ltems

@ — & [ £ —
Make an appointment Make an appointment
Patient Information
My identity . Jre—
Mk us know wi hoosing one of the following o . ol
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1
Address Extreme Use Cases for Patients

Provide alternatives for patients who are unwilling to fill in personal information
Provide quick access to location and contact information for emergency situations




Actions - Usability Test

Usability Findings
Actionable
ltems

&

+

Make an appointment Make an appointment You have successfully made an appointment with Alan Chun!
Vour cenfimation smail has been semtta you
Patient Information ’ p—
restana e Adsona a1 Appointment instructions
The lstest appoietment duration ndhcates pravider time: Fiease expect 1o be at the clinc for a least 1
e ama ‘Svest Assosa
- & .
- — .- e . e
LR feod . [N
— -
Ot e o
W e he ey s e, B o 2 p—
wmewse v owowsessmn
e v, s ot s e

2
Reduce Mental Burden

Use more visual components
For patients, provide one page summary of appointment detail for confirmation



Actions - Usability Test

8

Usability Findings Make an appointment Mty an sppoimant Make an appointment Modity an sppcintmant

e Search bymap Loeation Speciaty Irarance Searchby

Beleve w | | ety - -

Actionable S B
Iltems =

Location Specialty

1030 AM 1030 AM

1030 AM 1030 AM 1130 AM 130 Mare

3
Sensitive information concern

Remove doctor’s rating
Modify information that are required for making an appointment



Actions - Usability Test

Usability Findings
Actionable
ltems

International
:‘z.: I ‘ H S Community
HEALTH SERVICES
Find a Doctor For Patients w Classes & Events » Support Us w JoinUs »

Career Donate ( Patient Login

English | XX | More w

At ICHS, we provide culturally and
linguistically appropriate health services

for King County’s diverse people and communities.

Find a Doctor Find a Location Make a Donation

4
Visual Strategy

Inclusive - welcome people from all backgrounds
Professional - provide quality health services
Soothing - calm environment for patients




Results

High-fi
Prototype

Walkthrough

Home

International Career Donata | Patient Login
Community

@ ICHS

FindaDoctor  ForPatientsw  Classes&Eventsv  SupportUsw  JoinUsw  AboutUs w  [ECHNEEEE

English | X | More v

At ICHS, we provide culturally and
linguistically appropriate health services
for King County's diverse people and communities.

Find a Doctor

Find a Location

Make a Donation

‘Community Health Services in 50 + Languages

. valon dental

eiiea of Bl

Holl Park neigrbochoods, and nthe

Chinse

Weve got

Locations

Meet our Patients

165 has partnered with & »

procuce dgial stores ce topics ke preveritne
hesth check-ups, smaking cessation, exercize, and

stress manogement

Check cut IGHS channsl on Vimes

abstretne

Upcoming Events

BN 000am
29  Oweoch Educston @ Jublee
fieoch Thif: Store

BN s0am
31 OumachEducson @ARCS
Li. 1000

Outeach & Education § Outside of
City Hall 3t Crosseoads Moll

N so0am
3 Outresch b Educstion @ Goodwil
= ThoftStore.

11:00 AM
5 Ouwoch & Education @ Outaide of
oty Ml 3 Croaseoads Mall

o

Meet Shu Ping Sun

Language Assistance

Espanol Ykpaincoka
L Lo Oroomiffa
BEE s
Tiéng Vigt -«
&30 ter
Pycoxmit Frangais
Tagalog Deutsch
st w0

Meet Lucia Gimeno

2am w0 gr
Merviarn or Cantonese”

“leel

Meet our Patients

10345 has partnered wah s w
produce digita stores cn topics ke preventve
hesith checkupa, smoking oessation, exercise, and
stress managemert

Check out ICHS channsl on Vimes:

Our Impact

Loct year. Intermaticnal Community Heath Servces
(XCHS) provided hesth care ¥ 32,000 patients that
was costeffective and of righe qualty tan most

primary care centers.

More of our patients cbeained prevertsve services

Sarvices Admirviratn has named ICHS a Nabonal
Qusity Leader four out of the pst fve years

International
Community

4 ICHS

Locations

Careers
g |[CHS

International
Comm:

Meet Shu Ping Sun

1 50 gratefulthe staff a1 104G can spesk

®
@D
31,841

Patients

9,
ifin
81%

Persons of Color

Quick Links

FindaDoctor  ForPatientsw  Classes&Events v SupportUsw  JoinUs v

Career

Meet Lucia Gimeno

ol b 11 with famiy”

AL
53%

Use Interpretation Services

£S5
,

$250,000

National Grant Awarded

This Site.

&3 Ua

Career Donate ( Patient Login

English | | More w

About Us v

o

Our Core Values



https://www.figma.com/proto/FznloCwdIokaaLsS6HMFJPKa/ICHS?node-id=2%3A2&scaling=min-zoom

Results

Obstacles

1

Interviewees are not the people who
actually use ichs.com. On average the

website users show low technical literacy

Workaround / Solution

How we overcame the first problem is
to focus more on ICHS staff who use
the website as both patient and staff,
as well as we tightly link our design to
stakeholders’ intentions / business
goals

2

Make an appointment is a typical
scenario but couldn’t be implemented
due to technical feasibility

Workaround / Solution

We designed the appointment feature
with ‘if it becomes technical feasible in
the future, how it should look like'
mindset.



Results

Reflections

1

Recruit more people who can
represent our personas more
accurately

(i.e. find past survey participants
from the organization)

2

Given more time, we would have
come up with a mobile website
design



